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FAQs about Mail Order Pharmacy  
 
Q: How should my doctor write my home delivery prescription?  
 
A: To maximize your savings, ask your doctor to write your prescription for a 90-day supply with refills when appropriate 
instead of 30-day supply with refills. 
 
It is important to ask for a 90-day supply, as opposed to a 30-day supply, in order to receive up to 90 days of medication 
for one home delivery co-payment. Please note that you will be charged a home delivery co-payment regardless of the 
number of days' supply written on the prescription, so make sure your doctor has written the prescription for 90 days. 
 
Please note that the actual quantity and/or days' supply may vary for each drug. Your doctor's instructions on how to take 
the medication, state and federal dispensing guidelines, or how the medication is packaged may impact the quantity 
and/or days' supply you can receive. 
 
Back to top 
 
Q: How long does it take to get my medications when I use home delivery? 
 
A: First-time orders will usually be delivered within 8 to 11 days after Express Scripts receives your order.  
Refills usually arrive in less time. Refills ordered online are usually delivered within 3 to 5 days after Express Scripts 
receives your order. For refills mailed in, please allow 6-9 days. 
 
Renewals ordered online will usually be delivered in 5-8 days once Express Scripts receives your physician's approval of 
the renewal prescription. Mailed-in renewals will usually arrive in 7-11 days, once your order is received. 
 
New and renewal prescriptions faxed from your doctor will usually be delivered in 5-8 days. Please allow 24-48 hours for 
the prescription to appear online once your doctor has faxed in the prescription. 
 
The best time to reorder is when you have about a 14-day supply of your medication remaining. This will help ensure that 
you receive the medication you need, when you need it.  
 
Estimates for shipping may change if the order is processed differently than expected or if the delivery method is changed 
while the prescription is in process. The most up-to-date status is provided online as soon as it is available. 
 
Note: Certain medications, including many drugs prescribed for narcolepsy, attention deficit disorder, and pain 
management, are mailed via expedited delivery, and require a signature upon delivery. 
 
Back to top 
 
 
Q: How are medications shipped? 
 
A: Most medications are shipped via the U.S. Postal Service at no cost to you. Medications containing certain controlled 
substances are shipped United Parcel Service (UPS). If necessary, you can request express shipping. Express shipping 
is also available for an additional fee. 
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Back to top 
 
 
Q: What if I need to speak with a pharmacist? 
 
A: Express Scripts’ registered pharmacists are available 24 hours a day, seven days a week to answer any questions 
about your medications. Please call the toll-free number for Express Scripts Member Services at 1 (866) 544-1798. 
 
Back to top 
 
 
Q: How do I pay for my prescriptions? 
 
A: If you mailed your prescription to Express Scripts, you can enclose your payment with your order or you can be billed. 
If you used Express Scripts’ online services, you will be prompted for credit card information online or you can be billed. 
For your convenience, Express Scripts offers auto-charge, which allows you to place a credit card on file. When you 
enroll, Express Scripts will automatically charge any orders covered under your member number (all covered household 
members) to the card of your choice: American Express, Diner's Club, Discover® Network, MasterCard or Visa. To enroll, 
just call 1 (800) 948-8779, or select this option online when you place an order for a refill or renewal of a current 
prescription. Your credit card information is secured using the latest advances in commercially available security products. 
 
Back to top 
 
 
Q: When my doctor faxes you a prescription, what happens to it?  
 
A: When Express Scripts receives a faxed prescription from a doctor, they first make sure that the prescription is coming 
from a secure fax machine associated with a prescriber listed in their database. A secure fax machine is restricted from 
public access and is generally within a controlled area in the doctor's office. Express Scripts’ system automatically checks 
the incoming fax number against their database of recognized prescribers.  
 
If Express Scripts cannot determine the security of the fax line or if the incoming fax number cannot be matched against a 
prescriber in their database, then they contact the doctor's office to verify your prescription.  
 
Upon verification, the prescription information is entered into their system and processed. If they are unable to verify your 
prescription, they will attempt to contact you. If two attempts to contact you are unsuccessful, Express Scripts will send 
you a notification to inform you that they were unable to fill your prescription. 
 
Back to top 
 
 
Q: If I am going to be out of town for an extended time, how do I get an extra supply of drugs to cover me through 
that period?  
 
A: If you are going to be out of town for an extended period and need medication, call the toll-free number for Express 
Scripts Member Services at 1 (866) 544-1798 to request a vacation override once per calendar year. You must provide 
Express Scripts with the date you are leaving and when you plan to return. You may request up to a two (2) 31-day 
prescriptions in a retail pharmacy for double the applicable copayment amount. You may request up to a two (2) 90-day 
prescriptions via the Mail Order pharmacy for double the applicable copayment amount. In some cases, your provider 
may have to authorize the additional fill.  
 
Back to top 
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FAQs about Mail Order Packaging and Shipping 
 
Q: How can I identify a package that arrives from one of your pharmacies?  
 
A: No matter how many packages or parcels you may receive, you can always feel confident knowing which are from the 
Express Scripts’ home delivery pharmacy. Just look in the upper left-hand corner of the shipping label to find the name 
MHS Services.  
 
Back to top 
 
 
Q: How will my medications be packaged? 
 
A: In most cases, Express Scripts uses heat- or glue-sealed plastic pouches, or "poly bags," to protect the prescription 
orders that they send from their pharmacies. This protective packaging enables them to fulfill their goal of delivering 
medications safely to members, and it has met the laboratory test standards set by the International Safe Transit 
Association. It works well with the automated packaging process used by the Express Scripts Pharmacy

SM
. 

 
When shipping your medications, Express Scripts may also use a gray plastic pouch, a brown or white corrugated box, a 
padded manila envelope, or an expedited carrier (for example, UPS). All of the packaging Express Scripts uses are 
"tamper evident," which will help members determine whether their order has been damaged or tampered with during 
delivery. Express Scripts’  "MHS Services" label appears on the side of each package. The label does not display the 
name "Express Scripts" or indicate that the package contains medications. This is done to protect your confidentiality and 
to reduce the possibility of theft. 
 
For prescription orders that are breakable, Express Scripts packages them by hand with bubble wrap and places them 
into corrugated boxes for maximum protection during delivery. Orders that are temperature sensitive require special 
packaging.  
 
Back to top 
 
 
Q: Why are my orders sometimes shipped in two or more packages? Is there a way to keep my orders in one 
package? 
 
A: When your medication order arrives in two or more packages, it is usually because Express Scripts has shipped it from 
different Express Scripts pharmacies. They split your medication order and fill it through different Express Scripts 
pharmacies for several reasons. For instance, a certain pharmacy may be able to provide one or more of your 
medications more quickly. Or your medications might be stocked at different Express Scripts pharmacies because of 
special requirements for those medications. (This is often the case with temperature-sensitive medications.) Also, not all 
Express Scripts pharmacies dispense controlled substances. 
 
Back to top 
 
 
Q: How will I know if my order has been shipped in more than one package? 
 
A: If your order has been shipped in more than one package, the invoice statement in each package will explain the 
situation. You will see a separate invoice number for each package within your order. Go to www.Express-Scripts.com to 
find out if your order has been divided into two or more shipments by clicking on "Prescription order status". Be assured 
that all of Express Scripts’ pharmacies maintain the same standard of excellence and are dedicated to dispensing your 
medications safely and quickly. 
Back to top 
 
 
Q: How do I change my shipping address? 
 
A: When ordering prescription medications, you may choose to receive your order at any address that Express Scripts 
has on file for you. Simply select the appropriate shipping address displayed from any of the addresses you have listed on 

http://www.express-scripts.com/
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your account during checkout. You can also request address changes by calling your toll-free member services number 
where a customer service representative would be happy to assist you with this change.  
 
NOTE: Please know that you are only changing the address where you will receive medications. You need to contact your 
benefits or payroll representative at the State of New Hampshire to change your address for your personnel, benefits and 
payroll records. 
 
Back to top 
 
 
Q: I am getting a message that says you do not have an address on file for me. Why might this be? Is there a way 
I can change this? 
 
A: Mailing addresses initially received by Express Scripts are validated with a member's initial order. In some cases, the 
reason Express Scripts may not have a mailing address on file is because they may not have received complete mailing 
information when your benefit coverage began. Other times, you may not have placed an initial order with Express 
Scripts, which allows them to validate that address. Once an initial home delivery prescription order is placed, the address 
should remain on file until changed by the member. If Express Scripts does not have a record of an address on file, 
please contact Express Scripts Member Services at 1 (866) 544-1798 to rectify this situation.  
 
Back to top 
 
 
Q: What is your process for shipping temperature - sensitive medications?  
 
A: All drugs Express Scripts dispenses through the mail are reviewed for any unique shipping requirements, based on 
information from the manufacturer. In some instances, normal shipping procedures can be followed. For other items, 
Express Scripts will follow special shipping requirements if appropriate. 
 
When prescriptions for temperature-sensitive medications are processed, the medication will automatically be mailed to 
the patient via (overnight) shipping. Refills requested on Friday, Saturday or Sunday will be shipped on Monday. 
 
Most temperature-sensitive medications are shipped overnight or by 2nd-day air depending on the medication's 
sensitivity. These medications are shipped via a commercial shipping carrier to a street address that you provide. Please 
note that commercial carriers cannot deliver to a post office box. No signature is required, so you don't have to be home 
for delivery. Depending on the medication, a scheduling call may be made, in which case you should arrange to be home 
to receive the medication or to have it shipped to a relative, friend, or neighbor who will be home. If no scheduling call is 
needed, please be sure that these medications are retrieved and brought inside on the delivery day.  
 
Temperature-sensitive medications may also arrive in a separate package if ordered with other medications. 
 
Remember, if you ever have any questions regarding your prescription, an Express Scripts pharmacist is available to 
speak with you.                  
 
Back to top  
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FAQs about Express Scripts Worry-Free Fills® 
 
Q: What is Worry-Free Fills? 
 
A: Worry-Free Fills gives you the peace of mind of knowing that your medication will be refilled and mailed to you 
automatically when your prescription is within 10 days of running out. There's no more worrying about ordering 
medications on time. Express Scripts will even send you an email approximately 2 weeks prior to the refill date to let you 
know that your refill is about to be processed. 
 
Back to top 
 
 
Q: How can I enroll a prescription in the Worry-Free Fills program? 
 
A: For each eligible prescription that you want to have automatically refilled, make sure there is a check mark in the box 
that says: "Automatically refill this prescription from now on with Worry-Free Fills" on the "Review your order" page. 
Express Scripts will automatically send you your next refill. You can also enroll your eligible prescriptions by calling your 
toll-free Member Services phone number. 
 
Please note that certain medications are not eligible for Worry-Free Fills. The Worry-Free Fills option is not displayed if 
the medication is not eligible. 
 
Back to top 
 
 
Q: How can I remove a prescription from or turn off the Worry-Free Fills program?  
 
A: You may remove a prescription from the Worry-Free Fills program at any time without cancelling the current order by 
visiting the "Order Status" page or "Worry-Free Fills" page and clicking on the "Turn off Worry-Free Fills for this 
Prescription" link next to the medication you want to remove from Worry-Free Fills or call your toll-free Member Services 
phone number. 
 
Removing a prescription from the Worry-Free Fills program will not cancel the pending order. However, you will need to 
order any subsequent refills online, call 1 (866) 544-1798, or mail in a refill slip with an order form. 
 
Back to top 
 
 
Q: How can I cancel a pending prescription order if it is enrolled in the Worry-Free Fills program? 
 
A: You may cancel a pending prescription that is enrolled in the Worry-Free Fills program up to 48 hours before your 
medication is processed by visiting the "Order Status" page or "Worry-Free Fills" page and clicking on the "Cancel 
Prescription" link. Or you may call your toll-free Member Services phone number. 
If you choose to cancel a prescription that is enrolled in the Worry-Free Fills program, you will no longer receive automatic 
refill shipments, even if you have refills remaining. You will need to go to the "Order Center" page online to place a future 
order for any remaining refills, call 1 (866) 544-1798, or mail in a refill slip with an order form. 
 
Back to top 
 
 
Q: Why are some of my medications already checked off for Worry-Free Fills? 
 
A: Express Scripts may have pre-selected your eligible generic medications for enrollment in this program to highlight for 
you the convenience of automatic refills, while taking advantage of the potential lower costs offered by generics.  
 
You can choose to enroll other eligible medications to take further advantage of the convenience of Worry-Free Fills. Or, if 
you prefer not to receive automatic refills, you can turn off Worry-Free Fills for these medications at any time. 
 
Back to top 
 



 6   

 

 
Q: Are all my prescriptions eligible for Worry-Free Fills? 
 
A: A prescription is eligible for the Worry-Free Fills program if: 1) it is dispensed by the home delivery Express Scripts 
Pharmacy

SM
, 2) you have taken the medication for a minimum of 30 days, 3) the prescription will not expire before your 

next refill and 4) it is for at least a 56 day supply. Certain drugs, such as controlled substances, over-the-counter 
medications, and specialty drugs, are not eligible for the Worry-Free Fills program. 
 
Back to top 
 
 
Q: What happens when my current prescription runs out and I have no more refills? 
 
A: As part of the services of the Worry-Free Fills program, the Express Scripts Pharmacy will contact your doctor when 
you are out of refills for your medication. Once Express Scripts receives your new prescription, you will continue to receive 
the prescribed number of refills automatically. With Worry-Free Fills, you will receive your medication when your refill is 
due. There is nothing you need to do. Express Scripts will automatically ship your eligible medications when you're within 
10 days of running out.  
 
Back to top 
 
 
Q: How can I change my medication ship date? 
 
A: You can change your medication ship date by visiting the "Order Status" page and clicking on the "Change date" link. 
Note that you should only extend your ship date if you think you already have enough medication on hand. 
 
Back to top 
 
 
Q: When will I be billed for the automatic refills? 
 
A: You will not be billed until after your medication has been dispensed. 
 
Back to top 
 
 
Q: How can I remove the Worry-Free Fills check mark off my medication? 
 
A: You can remove the Worry-Free Fills check mark off a medication by simply clicking on the box next to "Automatically 
refill this prescription from now on with Worry-Free Fills". 
 
Back to top 
 
 
Q: Why should I enroll my future prescriptions for Worry-Free Fills? 
 
A: You have the option to enroll in the Worry-Free Fills program by individual prescription or for all your current and future 
eligible prescriptions. If you enroll your eligible future prescriptions in Worry-Free Fills®, your refill process will be one step 
shorter. When you enroll your future prescriptions, every new prescription eligible for Worry-Free Fills will automatically be 
sent to you when it's time to refill. You won't have to remember to select the Worry-Free Fills option for your enrolled 
prescriptions in the future. If an enrolled prescription needs to be renewed, Express Scripts will automatically contact your 
prescriber to authorize the renewal.  
 
Status and pricing information for future prescriptions you enroll will still appear in the Worry-Free Fills Center. You will 
also continue to receive a notice prior to shipment of your orders, and you will still have the option to change the shipping 
date or cancel any order, either on Express-Scripts.com or by calling customer service.  
 
Back to top 
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Q: Will enrolling all my future prescriptions in Worry-Free Fills also enroll my current prescriptions? 
 
A: No; enrolling all future prescriptions automatically includes all eligible future prescriptions in Worry-Free Fills but does 
not enroll your current prescriptions. Your current prescriptions will need to be enrolled in Worry-Free Fills individually in 
either the Order Center or Worry-Free Fills Center. 
 
Back to top 
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FAQs about Generic Medications 
 
Q: What is a generic version of a brand-name drug?  
 
A: A generic version (or equivalent) is a medication that is generally sold under the name of its active ingredients—the 
chemicals that make it work—rather than under a brand-name, and it is typically much less expensive than its brand 
counterpart. Generic versions that have been approved by the U.S. Food and Drug Administration, or the FDA, contain 
the same active ingredients—and are the same in safety, strength, performance, quality, and dosage form—as their brand 
counterparts. 
 
Back to top 
 
 
Q: Does every brand-name drug have a generic version? 
 
A: Not every brand-name drug has a generic version that is available to the public. Generic versions generally become 
available for sale only after the patent for the brand has expired. Once the patent expires, other manufacturers can 
produce and sell generic versions. 
 
Back to top 
 
 
Q: When does a generic version become available? 
 
A: Drug manufacturers can market a generic version after the patent for the brand-name drug has expired and the generic 
version has been approved by the FDA. Generally, patents expire 20 years after they are initially filed, but by the time the 
brand-name drug has completed testing and is approved for sale, as few as 10 years may remain on the patent. 
 
Back to top 
 
 
Q: Why do generic drugs cost less than brand-name drugs? 
 
A: A generic drug typically costs less to develop because its manufacturer does not have to perform all the costly clinical 
studies that the manufacturer of the brand had to perform during development. In developing a generic version, the 
manufacturer can use the clinical data that has been gathered about the brand-name drug's safety and effectiveness. 
Generic manufacturers also don't spend money advertising their drugs in magazines and on TV. So, generic drugs are 
less expensive for you and your health plan. 
 
Back to top 
 
 
Q: I understand that I can avoid higher costs by using generic drugs, but am I giving up quality? 
 
A: No, not at all. The FDA reviews approved generic drugs to ensure that they match their brand counterparts in safety, 
quality, strength, and dosage. 
 
Back to top 
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FAQs about Generic Step Therapy 

 
Q: Who decides what drugs are covered in step therapy? 
 
A: In accordance with the State’s pharmacy plan design, step therapy is developed under the guidance and direction of 
independent, licensed doctors, pharmacists and other medical experts. Together with Express Scripts they review the 
most current research on thousands of drugs tested and approved by the FDA for safety and effectiveness and 
recommend appropriate prescription drugs for step therapy under your plan. 
 
Back to top 
 
 
Q: How do I know what front-line drug my doctor should prescribe?  
 
A: Only your doctor can make that decision. You can go to Express-Scripts.com (located under Manage Prescriptions / 
Price a Medication) for a list of your plan’s front-line drugs.    
 
For additional information about Express Scripts’ formulary drugs that require generic step therapy, go to www.Express-
Scripts.com, under the ‘Manage Prescriptions’ menu, select the ‘Price a Medication’ link or call Express Scripts toll-free at 
1 (866) 544-1798. 
 
Back to top 
 
 
Q: What if I need a prescription filled immediately at a retail pharmacy and I do not want to go through the Step 
Therapy process?  
 
A: If your provider wants you to take a certain medication without trying a generic or front-line medication first, they may 
do so through the prior authorization or override process. Until that prior authorization is approved by Express Scripts, 
your pharmacist may tell you that your prescription is not covered. If this occurs and you need your medication quickly, 
you can: 
 

a) Talk with your pharmacist about filling a partial supply of your prescription right away. You may have to pay 
full price for this prescription based on the retail pharmacy’s policy. If you paid full price and prior authorization is 
subsequently granted, you can go back to the pharmacy and request a refund of the price you paid minus the 
applicable copayment or ask to have your claim reprocessed.  

 
b) Then, ask your pharmacist to contact your doctor. Your doctor needs to call the Express Scripts Prior 

Authorization Department at (800) 753-2851 to find out if this drug can be covered by your plan. Only your doctor 
(or in some cases, your pharmacist) can provide the information needed to make this determination. If the prior 
authorization is approved, you’ll pay the appropriate copayment for this drug. If it is not approved, you will either 
have to pay full price for the back-up drug or take an alternative. 
 

Back to top 
 

 
Q: What if I can’t use the less expensive (front-line) drug?  
 
A: With step therapy, more expensive brand-name drugs are usually covered as a back-up in the program if:  

 You’ve already tried the generic drugs covered in your step therapy program  

 You can’t take a generic drug (for example, because of an allergy)  

 Your doctor decides, for medical reasons, that you need a brand-name drug  
 
If one of these situations applies to you, your doctor can request an override or a “prior authorization” for you, allowing you 
to take a back-up prescription drug. Once the override is approved, you’ll pay the appropriate copayment for this drug. If 
the override isn’t approved, you will either have to pay full price for the back-up drug or take an alternative. 
 
Back to top 
 

http://www.caremark.com/
http://www.caremark.com/
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Q:  What are generic drugs?  
 
A: Generic equivalent medications have the same chemical makeup and same effect in the body as their original brand-
name counterparts. Though generics may have a different name, color, and/or shape, generics have undergone rigorous 
clinical testing and been approved by the U.S. Food & Drug Administration (FDA) as safe and effective.  
 
Unlike manufacturers of brand-name drugs, the companies that make generic drugs don’t need to spend as much money 
on research and advertising. As a result, generic drugs cost less than the original brand-name drug, and the savings get 
passed on to you.  
 
Back to top 
 
 
Q: I sent in a prescription to home delivery and was told I need to use a front-line drug. What happens now?  
 
A: Step therapy applies to prescriptions you receive at your local pharmacy, as well as those you order through home 
delivery, so the same basic process applies. Your doctor may write a prescription for a front-line drug covered by your 
plan, or your doctor can request an override or a “prior authorization” for you. 
 
Back to top 
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FAQs about Prior Authorizations 
 
Q: Who decides what prescription drugs require prior authorization? 
 
A: The prior authorization program was developed under the guidance and direction of independent licensed doctors, 
pharmacists and other medical experts. Together with Express Scripts these experts review the most current research on 
thousands of prescription drugs tested and approved by the FDA as safe and effective and recommend prescription drugs 
that are appropriate for prior authorization under your plan.  
 
Back to top 
 
 
Q: What kinds of prescription drugs need a prior authorization in my program? 
 
A: Your prior authorization program applies to prescription drugs that: 

 have dangerous side effects or can be harmful when combined with other drugs 

 should be used only for certain health conditions 

 are often misused or abused 

 are prescribed when less expensive drugs might work better 
 
For additional information about Express Scripts’ formulary drugs that require prior authorization, go to www.Express-
Scripts.com, under the ‘Manage Prescriptions’ menu, select the ‘Price a Medication’ link or call Express Scripts toll-free 
at 1 (866) 544-1798. 
 

Back to top 
 

 
Q: Why couldn’t I get my original prescription filled at the pharmacy? 
 
A: When a prescription needs a prior authorization: 
 

1. Your pharmacist sees a note on the computer system indicating “prior authorization required.”  
2. Express Scripts or your pharmacist lets you know that your prescription needs a prior authorization – which simply 

means that more information is needed to determine if your plan can cover the medication. 
3. You can ask your doctor to call Express Scripts for prior authorization. Only your doctor (or in some cases, your 

pharmacist) can give Express Scripts the information needed to see if your medication can be covered. The prior 
authorization phone lines are open 24 hours a day, 7 days a week, so a determination can be made right away. 
 
If you learn your prescription requires a prior authorization, you can ask your doctor if there is a different 
medication you can use that’s covered by your plan.  
 
If your doctor does not wish to complete the requirements of the prior authorization program, you have the option 
of paying the full price for the prescription at your pharmacy. (Note: You will not be reimbursed if you choose this 
option and the amount you pay will not be applied to your out of pocket maximum). 

 
4. If your doctor (or pharmacist) calls for a prior authorization, an Express Scripts licensed pharmacist will: 

 Check your plan’s guidelines to see if your prescription can be covered, and 

 Determine whether your plan will cover the medication only when it’s used for treating specific FDA approved 
medical conditions, rather than for other purposes. 

 
Your doctor or pharmacist will be asked questions about your specific condition. If the information provided meets 
your plan’s requirements, prior authorization will be granted and you will be responsible for paying the applicable 
copayment at the pharmacy. 
 

Back to top 
 

 
Q: I need a prescription filled immediately at a retail pharmacy. What can I do? 
 

http://www.caremark.com/
http://www.caremark.com/
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A: At the pharmacy, your pharmacist may tell you that your prescription requires prior authorization. 
If this occurs and you need your medication quickly, you can: 
 

a) Talk with your pharmacist about filling a partial supply of your prescription right away. You may have to pay 
full price for this prescription based on the retail pharmacy’s policy. If you paid full price and prior authorization is 
subsequently granted, you can go back to the pharmacy and request a refund of the price you paid minus the 
applicable copayment or ask to have your claim reprocessed.  

 
b) Then, ask your pharmacist to contact your doctor. Your doctor needs to call the Express Scripts Prior 

Authorization Department at (800) 753-2851 to find out if this drug can be covered by your plan. Only your doctor 
(or in some cases, your pharmacist) can provide the information needed to make this determination. If the prior 
authorization is approved, you’ll pay the appropriate copayment for this drug. If it is not approved, you will either 
have to pay full price for the back-up drug or take an alternative. 
 

Back to top 
 
 
Q: Does this program deny me the medication I need? 
 
A: No, the program can help you get an effective medication to treat your condition. Through prior authorization, you can 
receive the right prescription for you that is covered by your benefits. If it’s determined that your plan doesn’t cover the 
original medication you were prescribed, you can ask your doctor about getting a different medication that is covered. 
Covered medications will be subject to the applicable copayment. Or, you can choose to fill the original prescription at 
your pharmacy by paying the full price. 
 
Back to top 
 
 
Q: What happens if my doctor’s request for prior authorization is denied? 
 
A: Your prescription benefit doesn’t cover certain medications. If you want to file an appeal to have your prescription 
covered, contact Express Scripts Member Services at 1 (866) 544-1798. 
 
Back to top 
 
 
Q: I filed an appeal and it was denied. What can I do? 
 
A: There are two things you can do: 

1. You can talk with your doctor again about prescribing a different medication that is covered by your plan, or  
 
2. You can pay the full price for a medication that isn’t covered by your plan. 

 
Back to top 
 
 
Q: I sent a prescription to Express Scripts home delivery pharmacy services, but I was told it needs a prior 
authorization. What happens now? 
 
A: Express Scripts home delivery pharmacy services will try to contact your doctor. You may want to let 
your doctor know that this call will be coming. If your doctor thinks you need this prescription for your 
condition, he/she can talk with an Express Scripts home delivery pharmacy services representative 
about a prior authorization. 
 
Back to top 
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FAQs about Controlled Substances 

Q: What is a controlled substance or controlled medication? 

A: The federal government has categorized a class of medication as having a higher-than-average potential for abuse or 
addiction. Such medications, known as controlled substances, are divided into categories based on their potential for 
abuse or addiction. They range from illegal street drugs (Schedule 1, or C1) to medications with decreasing potential for 
abuse (C2 through C5). Prescriptions containing narcotics or amphetamines are often classified as C2, since they have a 
relatively high potential for abuse or addiction. 

Back to top 
 
 
Q: Are there any drugs prohibited from mailing? If so, which ones?  
 

A. There are some specific categories of medications that cannot be mailed or may require specific delivery 
restrictions. Some medications, such as pain relief or sleep agents, are not classified as maintenance (although 
they may be for your treatment). You can continue filling these types of prescriptions at your local retail pharmacy. 
If you have specific questions about your medication, you can call Express Scripts Member Services at 1 (866) 
544-1798.  

 
Back to top 
 
 
Q. Can I receive medications that are classified as “controlled substances” through the mail order?  
 
A. You can obtain many controlled substances through the mail order; however, some do require signature upon delivery. 
Some may also require a new prescription for each fill and have dispensing restrictions that would only allow a certain day 
supply vs. a 90-day supply. Examples of controlled medications are pain relief and sleep agents. Check with your doctor if 
you are taking a controlled substance to determine if there are any restrictions and if it would be appropriate for you to fill 
through the mail order. However, it is important to note that you can continue filling most controlled substances for up to a 
31-day supply at the retail pharmacy; you are not required to use mail order when filling these types of prescriptions. 
 
Back to top 
 

Q: Do controlled substances have special prescribing and dispensing requirements? 

A: Yes. Most prescriptions for controlled substances are subject to both federal and state regulations. These regulations 
define how a prescription can be written, how your doctor can communicate it to a pharmacist, and how many times it can 
be refilled, among other aspects. For example, many controlled substances can only be refilled up to 6 months from the 
date of the original prescription, and medications with a higher potential for abuse (C2) cannot be refilled at all. All 
pharmacies, whether retail or home delivery, are subject to these regulations. 

For more information about controlled substances and New Hampshire regulations regarding them, please contact your 
provider or Express Scripts Member Services at 1 (866) 544-1798. 

Back to top 


